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Kualitas layanan adalah harapan pelanggan mengenai persepsi layanan 
organisasi yang telah diterima untuk memenuhi atau melebihi harapan 
pelanggan. Persepsi terhadap kualitas layanan merupakan keyakinan 
konsumen tentang layanan yang diterima atau layanan yang dialami. 
Kepuasan konsumen adalah perasaan senang atau kecewa dari individu 
yang muncul ketika individu telah membandingkan kinerja atau hasil suatu 
produk terhadap apa yang diharapkannya. Penelitian ini bertujuan untuk 
mengetahui bagaimana pengaruh persepsi dari kualitas layanan service 
terhadap kepuasan konsumen di MPM Honda Motor Surabaya. Subjek 
penelitian (N=100) adalah konsumen yang melakukan servis sepeda motor 
di MPM Honda Motor Surabaya. Pengambilan sampel dilakukan dengan 
accidental sampling. Dari hasil dari penelitian, diperoleh 96 subjek (96 %) 
mempunyai tingkat kualitas layanan yang sangat tinggi memiliki tingkatan 
kepuasan konsumen sangat tinggi, dan 4 subjek (4 %) mempunyai tingkat 
kualitas layanan yang sangat tinggi memiliki tingkatan kepuasan konsumen 
rendah. Dengan demikian, maka pengaruh persepsi kualitas layanan service 
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Jony (2016). "Influence Perception of Service Quality of Service on 
Customer Satisfaction in MPM Honda Motor Surabaya". Thesis Scholar 





Quality of service is the customer's expectation regarding the perception of 
the organization's services that have been received to meet or exceed 
customer expectations. Perception of the quality of service is consumer 
confidence regarding services received or the service is experienced. 
Consumer satisfaction is feeling happy or disappointed from individuals 
that appear when people have compared the performance or the result of a 
product of what he expected. This study aims to determine how to influence 
the perception of service quality service to customer satisfaction in MPM 
Honda Motor Surabaya. Subject of the study (N = 100) is the consumer who 
served motorcycles in MPM Honda Motor Surabaya. Sampling was done by 
accidental sampling. From the results of the study, obtained 96 subjects 
(96%) had levels of service quality has a very high level of customer 
satisfaction is very high, and 4 subjects (4%) had levels of service quality 
has a very high level of customer satisfaction is low. Thus, the impact of the 
perception of service quality service to customer satisfaction in MPM 
Honda Motor Surabaya is very high. 
 
Keywords: 
Service Quality Service, Perception, Customer Satisfaction, MPM Honda 
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